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DETAILED ACTION 

Response to Amendment 

1 . Applicant's amendment filed on December 22, 2006 has been entered. Claims 1 
and 12 have been amended. No claims have been cancelled. No claims have been 
added. Claims 1 -27 are still pending in this application, with claims 1,12, 22, 26, and 
27 being independent. 

Claim Rejections - 35 USC § 103 

The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

2. Claims 1 -27 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Thompson et al (US Patent Application Publication, Pub. No.: US 2004/0088206 A1), in 
view of Barkan et al (US 6,366,575). 

3. In regards to claims 1 and 12, Thompson discloses a method and apparatus of 
assigning (for example, the assigning is through the operational support system (OSS) 
2), See Fig. 2) a call to one of a plurality of agents (See Fig. 2, workgroup 20 and 21 , 
and mediator agents 28 and 29) (See page 3, paragraph [0039]), such method 
comprising the steps of: providing a description of the call (e.g., work item) to each of 
the plurality of agents (See page 3, paragraph [0045] - [0047]); receiving a bid to 
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handle the call from each of the plurality of agents (See page 5-6, paragraph [01 06]); 
and assigning the call to an agent of the plurality of agents with a highest relative 
received bid (See page 6, paragraph [0107]). Thompson, however, does not disclose 
the agent as an "actual human", but rather discloses the agent as a "software program". 
Barkan, however, does disclose the agent as a human (See Fig. 1 and agent station 
14). For example, when a call comes in from outside telephone 12, call router(s) 18 
obtains the information related to the call (i.e., such as CLID, form input data, etc), and 
forwards the information to agent station(s) 14. Call router(s) 18 then waits for a "bid" 
from the agent station (s), and once the bids are in, call router(s) 18 sends the call to the 
agent station(s), whom sent in the "accepted" bid (See col. 1 lines 17-50, col. 5-6 lines 
40-4, and col. 6 lines 20-31). Therefore, it would have been obvious for one of ordinary 
skill in the art at the time of the invention to incorporate this feature within the system, 
as a way of establishing a telephone call between an outside telephone and an "actual" 
agent station, wherein the outside telephone is associated with an outside computer 
that is connected to a public computer network and is used to request a call with an 
agent. 

4. In regards to claims 2, 13, and 23, Thompson discloses the method and 
apparatus, further comprising determining a minimum skill (i.e., expertise or determining 
whether or not the work will be done) level for the call (See page 1 , paragraph [0005], 
page 3, paragraph [0047], and page 5, paragraph [0105]). 
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5. In regards to claims 3, 10, 14, 21 , and 24, Thompson discloses the method and 
apparatus, further comprising rejecting any bid from an agent of the plurality of agents 
whom does not meet the minimum skill level for the call (See page 6, paragraph [01 071). 

6. In regards to claims 4, 15, 22, 26, and 27, Thompson discloses all of claims 4, 
15, 22, 26, and 27 limitations, in claim 1 , except the method and apparatus, wherein the 
step of providing the description further comprises displaying the provided information 
on a terminal display of each agent of the plurality of agents. Barkan, however, does 
disclose the step of providing the description further comprises displaying the provided 
information on a terminal display (See Fig. 1 and agent station(s) 14) of each agent of 
the plurality of agents (See col. 6 lines 47-60). 

7. In regards to claims 5, 6, 16, 17, and 25, Thompson discloses the method and 
apparatus, further comprising defining the bid as being a numerical value between two 
limits (See page 4, paragraph [0051] and page 4, paragraph [0064]). 

8. In regards to claims 7 and 1 8, Thompson discloses the method and apparatus, 
further comprising classifying the call (for example, whether or not work item is low or 
high and/or classifying may be done depending on customer type or customer location) 
(See page 3, paragraph [0046] and page 3-4, paragraph [0049]). 

9. In regards to claims 8 and 1 9, Thompson discloses the method and apparatus, 
further comprising determining an average number of calls handled per time period of a 
call type of the classified call for each agent of the plurality of agents (See page 3, 
paragraph [0047] - [0048]). 
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1 0. In regards claims 9 and 20, Thompson discloses the method and apparatus, 
further comprising calculating a group average of calls handled per time period of the 
call type of the classified call (See page 5, paragraph [0105]). 

11. In regards to claim 1 1 , Thompson discloses the method, further comprising 
assigning the call to a default agent (for example, the mediator agent which makes a 
bid) of the plurality of agents when an acceptable bid is not received within a 
predetermined time period (See page 5-6, paragraph [0106]). 

Response to Arguments 

1 2. Applicant's arguments with respect to claims 1,12, 22, 26, and 27 have been 
considered but are moot in view of the new ground(s) of rejection. 

1 3. In regards to the limitation of claims 3, 14, and 24, "rejecting any bid from an 
agent who does not met the minimum skill level for the call", Examiner believes that this 
limitation is taught by Thompson on pg. 6, paragraph [0107]. For example, when there 
is a work item that needs to be allocated, the OSS agent accepts bids from the mediator 
agents 28 and 29, in which each mediator agent has its own workgroup of agents. 
Then the OSS agent presents the work item, the mediator agents each have the 
opportunity to bid on the work item. However, if it is determined, by the OSS agent that 
the first mediator agent's workgroup is much more busier than the second mediator 
agent's workgroup, the OSS agent does not accept, or in other words, rejects, the offer 
from the first mediator agent, and instead, accepts the offer from the second mediator 
agent. 
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1 4. In regards to the limitation of claims 1 0 and 21 , "rejecting bid from agent where 
the agents determined average exceeds a threshold value above the calculated group 
average", Examiner believes that this limitation is taught by Thompson on pg. 3-4, 
paragraph [0049]; pg. 4, paragraph [0051]; and pg. 6, paragraph [0107]. For example, 
each agent attributes are given a value. The attributes are based on if any of the 
workers/agents are likely to perform the work item and on if the worker/agent will do the 
work or will not do the work. The value may also be based on how many 
workers/agents within the workgroup are available, in other words, not too busy, to 
handle the work item. Therefore, if the worker/agent value shows that he or she is not 
likely to perform the work item, will not do the work, or is too busy to handle the work 
item, the OSS agent does not accept, or in other words, rejects, the bid from the 
mediator agent. 

Conclusion 

1 5. The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. Avery et al (US Patent Application, Pub. No.: US 2004/0088300 
A1) teach a management system for a contact centre. Gray (US 5,675,636) teaches an 
adaptive method for allocating calls. 

16. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Thjuan P. Knowlin whose telephone number is (571) 
272-7486. The examiner can normally be reached on Mon-Fri 8:30-5:00pm. 
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1 7. If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ahmad Matar can be reached on (571) 272-7488. The fax phone number 
for the organization where this application or proceeding is assigned is 571-273-8300. 

1 8. Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a 
USPTO Customer Service Representative or access to the automated information 
system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 




Thjuan P. Knowlin 
Patent Examiner 
AU 2614 



